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Abstract— The purpose of this research study is to
examine factors influencing the adoption of Internet
Banking among staff in a public university in
Malaysia. We investigated three factors that were
believed to influence internet banking adoption. A
research model was developed to show the
relationship between the factors investigated. We
used the quantitative method by distributing survey
questionnaire to the participants. Ninety seven usable
questionnaires were gathered for analysis. The
findings indicated that the there are significant
relationship between the three factors towards
internet banking adoption.
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I. INTRODUCTION
The Internet and the World Wide Web have
revolutionized our daily lives and the way business
is conducted. Since 1997, the Web has evolved into
an economic avenue and as the new frontier for
business. Internet banking (IB) was first introduced
in the early 1980s, that has provided customers with
an application software program that operates on
personal computer (PC) which can be dialed into the
bank via modem, telephone line and operate
programs remotely on the consumer PC [1]. The
introduction of the internet offers picture perfect
opportunities through the global system and
challenging the existing business structure and
systems.
The Internet banking has developed and
matured in many countries and has transformed
from traditional banking practice. It has changed the
way services are provided by the banking sectors to
their customers. Banking has never been more
important to our society than it is today [2] The
advancement of communication and computer
technology and the availability of the internet have
made it possible that one can do most banking
transactions from a remote location even without
stepping into a physical financial structure. Although
technology adoption by the banking industry in many
countries around the world has been at a very high
level, the process however has been slow in
Malaysia [3]. Despite the advantages and various
promotion of the Internet Banking, there are issues
that need to be dealt with. These issues are
important for both Malaysians and banking
customers such privacy and security issues [4].
The primary objective of this study is to
identify the factors that would significantly influenced
the adoption of Internet banking staff in a public
university in Malaysia, in the light of an extended
technology acceptance model (TAM). This paper
begins with an introduction and followed by the
literature review of the related study of Internet
Banking and complemented by a discussion on the
methodology employed in this study. The next
section will present the findings of this study. Finally,
this paper ends with conclusion and
recommendation.
II. LITERATURE REVIEW
Numerous studies have been conducted in the
Internet Banking field from various countries and
perspectives. Some reviews from previous
researchers are: Factors that influence the adoption
of Internet Banking and the adoption of Internet
Banking from Australia [5]; Mauritius [6] Finland [7]
Hong Kong [8] Taiwan [9] South Africa [10] Thailand
[11]. In addition to the customers’ perception in
adopting the Internet Banking in the context of
Malaysia comprises of[12]; [13];[14] [15]; [16]and [4[.
[13] conducted a study on customers’ perception
and intention to adopt Internet Banking and the
moderator role of Computer Self Efficacy (CSE). He
states that the CSE is important in Perceived
usefulness and Perceived ease of use and intention
connection. The result shows that for those who
have higher CSE thus are more likely to adopt
Internet Banking; the reason is they prefer to use the
system and are more confident than those who have
not adopted the Internet Banking.
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A study [5] was conducted in Australia by
investigating on why Australian consumers do adopt
the Internet Banking (IB). The objective of the study
was to identify the factors preventing the adoption of
Internet Banking (IB) in Australia from six tested
variables namely: security, lack of awareness about
IB and its benefits, Ease of use, pricing/cost aspect,
resistance to change, and no access to
computer/Internet. The findings showed that the
security concern and lack of awareness are the




Based on the literature review, a research
framework was developed that consists of three
external variables as follows: computer self-efficacy,
information content richness and convenience and
three major dimensions of technology adoption [17]
namely; perceived usefulness, perceived ease of
use and intention to use.
Information Content Richness
Content of information as the relevance and
completeness of the website content [18]. The
content on online banking on the website is one of
the factors influencing the online banking
acceptance [19]. A study on the customer
satisfaction towards the Internet Banking website in
the context of South Africa [10] found that the
information content and innovation are important
factors that lead to the adopter’s satisfaction towards
e-banking. However in this study, the researcher
used the word of Information Content Richness
instead of content which is somehow more
applicable when applying the TAM model. Content
Richness in this study involves available information
from online banking that allows the customer to find
the information such services and products easily.
Based on the above discussion, the following
proposition is developed.
H1: Information Content Richness on online banking
is significantly related to adoption of Internet
Banking
Convenience
Convenience is defined as the transactions
that can be conducted from anywhere and anytime
as long as they have the access to a computer and
connection to the Internet as bank would be open 24
hours and 7 days in a week [20]; [21] Meanwhile
Lichtenstein & Williamson, [22] have concluded that
based on their study on the consumer adoption of
Internet Banking in Australian and Taiwan, the
Convenience is the main factor that encourages the
consumers to adopt the IB.
Customers feel free in making transaction
with IB such anywhere, anytime, and most
importantly it is not time consuming. Based on
related study, thus, the researcher is believed that
convenience will be one of factors that lead users to
adopt Internet Banking. The hypothesis is:
H2: Convenience is significantly related to adoption
of Internet Banking
Computer Self-Efficacy
The individual’s belief about his or her ability
to successfully use a computer or a technological
service to accomplish a specific task, are known as
their Computer Self-Efficacy [23]. Based on study of
engineer’s decision to accept e-learning by using the
extended model of TAM as a theoretical framework
[24] , the study revealed that the CSE had positive
effects on , perceived usefulness and perceived
ease of use whereas it had negative effects on
perceived credibility. The users who have higher
CSE are more likely to have more positive
usefulness and ease of use beliefs. In short, the
results strongly support the extended TAM in
predicting engineer’s intention to use e-learning.
CSE has been repeated citing in the IS literature as
important factors in determining the individual’s
intention to use an IS [16]; [25]; [24].
With this concept as the basis, it is expected
that this affects the acceptance of Internet banking,
thus the hypothesis is;
H3: Computer Self-Efficiency is significantly related
to adoption of Internet Banking
Perceived Usefulness, Perceived Ease of use, and
Intention to Use
Previous studies had reported an adoption
of Internet Banking by evaluating TAM with external
variables that has different setting of Online Banking
[25]; [26].
In Hong Kong, a study on studied adoption
of Internet Banking [25] revealed that PU has a
direct relationship with actual system to adopt IB.
While Porter [27], Lee et al. [28] pointed out that the
two major variables PU and PEOU were strongly
supported in their studies regards attitude toward
Internet usage and object oriented technology
acceptance.
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Davis and Venkatesh [29] have pointed out that
TAM used for IT product assessment, is one of the
most powerful models in explaining the IT
acceptance and user. This is because TAM is a
rational viewpoint that is clear from the two key
constructs namely: Perceived usefulness and
Perceived ease of use. Furthermore, TAM also has
been very successfully based on the author’s study
on employing the model to examine the feasibility of
early user acceptance of unfamiliar technologies.
III METHODOLOGY
This study aims to examine the factors
influencing the adoption of Internet-Banking (IB)
among staff in a Malaysian public university.
Quantitative research methods were employed in
the study. The study used self-administered survey
questionnaire to capture relevant data for the study.
A total number of 230 questionnaires were
distributed to the staff of the public university; 97
usable questionnaires were collected and later used
for data analysis. The questionnaire items used, in
most cases were adapted from past studies and
were modified to suit the context of the study. The
survey items were measured using a six- point
Linkert-type scale from (1) “Strongly Disagree” (SD)
to (6) Strongly Agree” (SA). The data were analysed
using the Statistical Package for Social Science
(SPSS) software.
IV.   RESULTS AND ANALYSIS
Respondent profile
There were about equal number of male and
female respondents; 49.5% male and 50.5% female.
For the age level, respondents were grouped into
five categories; 21 to 30 years old (17.5%), 31 to 40
years old (45.4%), 41 to 50 years old (28.9%), and
51 to 60 years old (8.2%) but none from the group of
61 years old and above. In terms of education level,
those with doctoral degree was found to be the
majority respondents of the study that comprised of
60.8%, followed by master degree at 29.9% and
degree at 9.3% consequently. In terms of nationality,
the Malaysian respondents; 70.1% were Malaysian
while the rest (29.9%) were non-Malaysian.
Hypotheses Testing
Table 1 shows the results of hypotheses
testing conducted. All hypotheses are supported.
The results implied that the three factors have
significant relationship with the adoption of internet
banking.
H1: Information Content Richness on online banking
is significantly to adoption of Internet Banking
Table 1 shows that there is a significant
relationship between the information content
richness and adoption of Internet Banking with R-
value of .68. About 45% of the variance for
information content richness had explained the
adoption of the Internet Banking. The findings
implied that that respondents are satisfied with the
banking services rendered online, and the rich
information and content provided by the bank.
Moreover, the respondents believed that the online
services provided by the bank are much better than
the traditional approach of banking transaction.
H2: Convenience is significantly related to adoption
of Internet Banking.
Convenience refers to the availability of
transactions at anywhere and anytime for
conducting Internet Banking. As shown in Table 1,
Convenience has R- value of .61 and R-squared
value of .37, the results indicates there is a
significant relationship between convenience and
the adoption of Internet Banking. The results implied
that the respondents enjoyed the convenience of
Internet Banking. They can do the banking
transactions at their homes, offices, and other
places which can save their time. Thus convenience
is one important reason for the adoption of Internet
Banking among the respondents.
H3: Computer Self-Efficiency is significantly related
to adoption of Internet Banking.
As presented in Table 1, the relationship between
the computer self-efficacy and adoption of Internet
Banking is significant with R-value of .68 and R-
squared value of 0.46. In this perspective, with the
computer usage skills that they have, the








banking has a positive
effect on adoption of
Internet Banking
**.68 .45 Supported










Symposium on Information & Computer Sciences (ICS 2011)
54
respondents are more likely felt comfortable and
confident in using with the bank system.
Furthermore, considering the fact that all the
respondents were from an educated background
and they are also mostly well versed in using the
computer.
V. CONCLUSION
The results of the study have contributed new
knowledge on customers’ perception towards the
Internet Banking. The practical implications are also
beneficial to managers, developers, and any
enterprises that are related to the Internet Banking
sectors. Three hypotheses were formulated for the
study. This study makes significant contributions to
knowledge in the perception of factors influencing
the adoption Internet banking among the staff in a
public university in Malaysia. Furthermore, it also
provides an insight into the customers’ needs and
wants which may be essential for the managers and
bankers in order to provide better services to
customers. In the light of these findings, some
recommendations will be made which may be useful
for bankers and other related authorities.
Future studies may look at other important factors,
such as security and trust that could influence
internet banking adoption. Other than that research
to examine factors for the non-adoption of Internet
Banking are equally important. In today’s business,
no one can refuse that Internet Banking as a part of
people’s life. In fact, some people do have a positive
thought while others have negative perception on
the Internet Banking.
REFERENCES
[1] R. Kalakota and A. Whinston,” E-commerce: Amanager’s guide,” Addison Wesley, Reading,MA,1997.
[2] G. Boys and M. Stone,” E-Business opportunities infinancial services,” Journal of Financial ServicesMarketing , vol.8, no.2, pp.176-189, 2003
[3] C. Goi,” E-Banking in Malaysia: Oppurtunity andChallenge,” Journal of Internet Banking andCommerce , vol.10, 3, 2005.
[4] W. Poon,” Users' adoption of e-banking services: theMalaysian perspective,” Journal of Business &Industrial Marketing , vol.23,pp. 56-69, 2008.
[5] M. Sathye,” Adoption of Internet banking by Australianconsumers: an empirical investigation,” Internationalof Bank Marketing , vol.17,no. 7,pp. 324-334, 1999.
[6] K. Padachi, S. Rojid, & B. Seetanah,” Analyzing theFactors that influence the adoption of InternetBanking in Mauritius,” Computer Science and ITEducation Conference.
[7] H. Karjaluoto, M. Mattila, & T. Pento,” Factorsunderlying attitude formation towards online banking
in Finland,” International Journal of Bank Marketing ,vol.20, pp. 261-272, 2002.
[8] P. Chau and V. Lai,” An empirical investigation ofdeterminants of user acceptance of Internet Banking,”Journal of organizational computing and electroniccommerce , vol.13, no.2, pp.123-145, 2003.
[9] Y.S. Wang, Y. M. Wang, H. H. Lin & T. I. Tang,”Determinants of user acceptance of Internet Banking:an empirical study,” International Journal of ServiceIndustry , vol.14, pp. 501-519, 2003.
[10] I. Brown and M. Buys, “Customer Satisfaction withInternet Banking Web Sites: An empirical test andvalidation of a measuring instrument,” Proceedings ofSAICSIT, pp. 44-52, 2004.
[11] S. Rotchanakitumnuai and M. Speece,” Barriers toInternet banking adoption: a qualitative study amongcorporate customers in Thailand,” InternationalJournal of Bank Marketing , vol.21, pp. 312-323,2003.
[12] A. Sulaiman, C.H. Lim & A. Wee,” Prospects andchallenges of E-banking in Malaysia,” The electronicJournal on Information Systems in Developingcountries ,vol. 22, no. 1, pp.1-11, 2005.
[13] N. Ndubisi,” Customers' perceptions and intention toadopt Internet banking: the moderation effect ofcomputer self-efficacy,” Artificail Intelligence & Society, vol.21, pp. 315-327, 2006.
[14] P. Guriting and N. Ndubisi,, “Borneo online banking:evaluating customer perceptions and behaviouralintention,” Management Research News , vol.29,pp.6-15, 2006.
[15] N. Ndubisi, and Q. Sinti,” Consumer attitudes,system's characteristics and internet banking adoptionin Malaysia,” Management Research News , vol.29,pp. 16-27, 2006.
[16] A. Hudin,” Internet Banking adoption among youngintellectuals,” Journal of Internet Banking andCommerce , vol.12, no.3, 2007.
[17] I. Brown and M. Buys,” A cross-Cultural Investigationinto Customer Satisfaction with Internet Bankingsecurity,” Proceeding of SAICSIT,  pp. 200-207, 2005.
[18] S. Ozdemir and P. Trott,” Exploring the adoption of aservice innovation: A study of Internet bankingadopters and non-adopters,” Journal of FinancialServices Marketing , vol.13, no. 4, pp. 284-299, 2009.
[19] C. Moorman, G. Zaltman & R. Deshpandes,”Relationships between providers and users ofmarketing research, the dynamics of trust within andbetween organizations,” Journal of MarketingResearch , vol. 29, pp. 314-29, 1993.
[20] R. M. Morgan, and S. Hunt,” The commitment-trusttheory of relationship marketing,” Journal of Marketing, vol.58 no.6, pp. 295-300, 1994.
[21] D. Gefen and E. Karahana & D. Straub, “Trust andTAM in Online shoping: An Integrated Model.,”Management Information Systems Quarterly ,vol. 27,no.1, pp. 51-90, 2003.
[22] K. Eriksson, K. Kerem & D. Nilsson,” Customeracceptance of internet banking in Estonia, ”International Journal of Bank Marketing , vol.23, no. 2,pp. 200-216, 2005.
[23] D. Compeau and C. Higgins,” Computer self-efficacy:development of a measure and initial test,”Management Information Systems Quarterly ,vol.19,no.2, pp. 189-211, 1995.
[24] C. Ong, J. Lai, & Y. Wang,” Factors affectingengineers' acceptance of asynchronous e-learning
Symposium on Information & Computer Sciences (ICS 2011)
55
systems in high-tech companies,” Information &management , vol.41, pp.795-804, 2004.
[25] S. Chan and M. Lu,” Understanding Internet Bankingadoption and use behavior: a Hongkong perspective,”Journal of Global Information Management , vol.12,no.3, pp.21-43, 2004.
[26] M. Reid,and Y. Levy,” Integrating Trust and computerself-efficacy with TAM: Am empirical assessment ofcustomers' acceptance of Banking InformationSystems (BIS) in Jamaica,” Journal of InternetBanking , vol.12, no.3, 2008.
[27] C.N. Madu, and A. A. Madu,” Dimensions of E-quality,” International Journal of Quality and ReliabilityManagement , vol.19,no. 3, pp. 246-258, 2002.
[28] T. Pikkarainen, K. Pikkarainen, H. Karjaluoto & S.Pahnila,” Consumer acceptance of online banking: anextension of the technology acceptance model,”Internet Research , vol.14, pp. 224-235, 2004.
[29] L. Jeon and W. Rice,” From Web Strategy toImplementation at Liberty Financial companies, inCronin, M.J.,ed.,” Banking and Finance on theInternet. John Wiley & sons, New York, NY, 107-136,1997.
[30] R. Baldock,” The virtual Bank: Four MarketingScenarios for the Future,” Journal for FinancialService Marketing , vol.1, no.3, pp. 260-268,1997.
[31] M. Jun and S. Cai,” The key determinants of Internetbanking services quality: a content analysis,”International Journal of Bank Marketing , vol.19,no.7,pp. 276-291, 2001.
[32] S. Lichtenstein and K. Williamson,” ConsumerAdoption of Internet banking,” Journal of ElectronicCommerce Research , vol.7, pp. 50-66, 2006.
[33] C. Yiu, K. Grant & D. Edgar,” Factors affecting theadoption of Internet BAnking in Hong Kong:implications for the banking sector,” InternationalJournal of Information Management , vol.27, pp. 336-351, 2007.
[34] V. Polatoglu and S. Ekin,” An empirical investigationof the Turkish consumers' acceptance of InternetBanking services,” International Journal of BankMarketing , vol.19, no.4, pp. 156-165, 2001.
[35] S. M. Lee, K. Injai, R. Shanggeun & T. Silvana,” Therole of exogenous factors in technology acceptance:The case of object-oreinted technology,” Information& Mangement , vol.43, pp. 469-480, 2006.
[36] C. Porter, and N. Donthu,” Using the technologyacceptance model to explain how attitudes determineInternet usage: The role of perceived access barriersand demographics,” Journal of Business Research ,vol.59, pp. 999-1007, 2006.
F.D. Davis and V. Venkatesh,” A critical assessment ofpotential measurement biases in the technologyacceptance model: three experiment,” InternationalJournal Human-Computer Studies ,
